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Palmetto Utility Protection Service, Inc.

March 10, 2020

Jocelyn Boyd
The Public Service Commission
101 Executive Center Dr Ste 100
Columbia, SC 29210

~gg 4 BV
@S

CSC
gpt l

PS &gS

Re: Underground Utility Damage Prevention Act No. 58, Section 58-36-50(J): The notification center
shall file with the South Carolina Public Service Commission the telephone number and address of
the notification center and a list of the names and addresses of each operator that received service from
the notification center. This filing must be made no later than April fitteenth of each year.

Dear Jocelyn Boyd:

This is in response to the requirements in South Carolina's Underground Utility Damage Prevention Act
No. 58 under ll 58-36-50(J), which is referenced above in this letter.

Enclosed is the following information:

Palmetto Utility Protection Inc. d.b.a South Carolina 811's list ofMember Operators for 2019 year

A list of our current Board Members can be found on our website at www.sc811.corn/about/board/. If you
should need any additional information and/or have any questions regarding the enclosed information,
please contact me directly at (803) 451-7715.

Sincerely

Misty Wise
Executive Director

810 Dutch Square Blvd I Suite 320 I Columbia, 5C29210
P803.939.1117 I F803.750.48671www.sc811.corn
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Disaster Recovery 4 Business Continuation
Plan

Company Information:

South Carolina 811 DBA Palmetto Utilities Protection Service

810 Dutch Square Boulevard, Suite 320

Columbia, SC 29210

803-939-1117

Fax: 803-750-4867

www.sc811.corn

SC811 staff to be called in the event of a disaster:

Disaster Recovery Team:

Name:

Misty Wise

Numbers: Position:

(803) 542-4709 — mobile Executive Director

Chris Alexander (407) 508-1459 — mobile Director of Operations

Amanda Slater (803) 730-6876 — mobile Call Center Manager

Jason Nelson

Kyle Mock

Jacob Villines

(803) 606-1258 — mobile System Admin

(803) 753-4808 — mobile Network Administrator

(803) 409-9746 - mobile Network Administrator

Matt Upchurch (803) 370-2170 — mobile GIS Administrator

Bernie Clegg

Megan Hobbs

'(803) 394-2261 — mobile Membership Liaison

(803) 200-7113 — mobile Membership Liaison

Yvette Critchfield (520) 448-1818 — mobile Membership Liaison
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Level 1 Delayed Opening

Workers are delayed in reaching the physical call center. Nothing has happened to the building,
but due to some unknown reason workers are delayed getting to the office/building for 2 or more
hours. Due to having at home Remote CSRs, calls can continue to be answered at a reduced
capacity.

Procedures to Follow during Level 1 disaster:

~ Call Center Manager will update inclement weather message with latest details and
expected time to report to work.

~ CSRs who have been assigned to work from home will be contacted to flex or extend
scheduled work hours to accommodate coverage.

~ A greeting will be placed on our phone system informing callers that due to inclement
weather, they may experience a longer wait time than normal.

~ A broadcast message is sent out to member utility companies.
~ A message will be placed on www.SC81 l.corn educating potential callers of the delay

and providing instructions to use the portal.
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~ Web Portal Level 2 and Level 3 user's notices will be processed as normal.
~ Remote users will be able to process notices as normal.

Level 2 No Access to Building for at least 1 Business day to a week

Workers can't reach the physical call center at all — Nothing has happened to the building, but
due to some unknown reason workers are not able to get into the office/building for 1 or more
business days. Due to having at home Remote CSRs, calls can continue to be answered at a
reduced capacity

Procedures to Follow during Level 2 disaster:

~ Call Center Manager will update inclement weather message with latest details and
expected time to report to work.

~ CSRs who have been assigned to work from home will be contacted to flex or extend
scheduled work hours to accommodate coverage.

~ A greeting will be placed on our phone system informing callers that due to inclement
weather, they may experience a longer wait time than normal.

~ A broadcast message is sent out to member utility companies
~ A message will be placed on SC811.corn educating potential callers of the delay and

providing instructions to use the portal.
~ Web Portal Level 2 and Level 3 user's notices will be processed as normal.
~ Remote users will be able to process notices as normal.
~ StafFs telephones can be forwarded to their cell phones via the phone system

Level 3 Loss of Office

Workers can't reach the physical call center at all. The building or operations within the building
are completely unreachable. Remote CSRs are unable to perform duties for unknown reasons.
SC811 is unable to process any notices.

Procedures to Follow during Level 3 disaster:
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~ A broadcast message will be sent out to member utility companies
~ A message will be placed on SC811.corn educating potential callers of the delay and

providing instructions to use the portal.
~ Notify TEXAS 811 Call Center

o TEXAS811 Call Center Contacts:
~ Cassie Shields - CassieSheilds Texasg I I.or: (214) 425-5517

Cl 't ll- Cl 'St tttatt877.',(9727280-8788
~ Sarah Carlson - SarahCarlson texasg I I.or (972) 280-8634
~ Mike Garcia- mike arcia texas811.or (972) 280-8636

~ Sarah Carlson/Mike Garcia
02 Spin up Back up version of GeoCall
o Insure Portal, Client and APP are functional
02 Redirect URLs to new domains/IPs
02 Activate Phone System Call Paths and Alternate Call Center Settings
82 Place a greeting on TEXAS 811 Phone System informing callers that due to

extenuating circumstances, they may experience a longer wait time than normal.
~ Cassie Shields/Chris Stovall

o Operations notification
o Potential duration of outage
07 Training of CSRs

~ Notify Level 3
~ Forward SIP trunks to TEXAS 811 Phone System

~ Level 3 Contacts
~ Linda Griswold (803) 231-9762—

Linda.Griswold level3.com
~ h s://custome ortal.twtelecom.com/Lo 'n.as x
~ (800) 829-0420

~ Notify Windstream
~ Forward GeoCall URLs to TEXAS 811 IPs

~ Windstream Contacts:
~ Trisha Coyle (803) 317-3458-

Trisha Co le windstream.com
~ h s://www.windstreamonline.com/ ol/Home.aetio

n
~ (800) 779-8413

~ Notify DNS
~ Forward GeoCall URLs to TEXAS 811 IPs

DNS Contacts
~ Any Support Person (800) 316-4581

hostmaster windstream.net
~ h s://windstreamhostin .com/
~ (800) 316-4581
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Power outage

SCE&G customer care Emergencies - 800-251-7234

outages and leaks — 888-333-4465

Account number 2-2100-6464-5064

Vendor contact information listed below

Information Technology

Items Company
Customer
Service

Contact Number Contact Name Website

Internet
Service-
South
Carolina

Level 3
(877) 453-
8353

9185470258 Matt Cherry
h s://account.1eve13.co

Internet
Service-
South
Carolina

Internet
Service-
Texas

Phone
Systems

Windstream

XO
Communication

CNP

(800) 600-
5050

(888) 575-
6398

(888) 973-
3737

(843) 414-6260 Jason Tharp

(800) 421-3872

h s://www.windstream
~li . M 1/

h s:// ortal.xo.corn

h://www.cn .net/su
gott/

Banking BB&T (803) 359-1729

(888) 268-4772

Michael
Heaton

Palo Alto

Dell
Servers

Data Network
Solutions

Dell

(803) 513-8434
Fred's direct

1-800-822-8965

James Moon

Caesar
Romero

h s://www.dell.corn/su
id t-

online/us/en/04

2 Copy
Machines

Pollock
Company

(803) 233-0900 Al Bultman
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Human Resources
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POC: Maria
DeChurch

Dental
Insurance

Delta Dental of Ohio
(330) 707-

1900 Group
¹ 50240014- OCOA

Broker: National
Healthcare Access

Inc.

Group name:
OCOA

POC: Maria
DeChurch

Short Term
and Long

Tellll
Disability

Cobra
Continuation

Service

Temporary
Personnel

Pre-
employment

screening
and

background
checks

Lincoln Financial
Group

Ceridian Benefits
Services through

OCOA

Find Good People

Employment
Screening Services

Group¹ Policy¹
000010200667500000

(330) 707-1900 ///

See HPA Group¹
20172

(803) 783-3636

(205) 879-0143

Broker: National
Healthcare Access

Inc.

Group name:
OCOA- (330) 707-

1900

POC: Maria
DeChurch

Broker: National
Healthcare Access

Inc.

Group name:
OCOA- (330) 707-

1900

Caroline
Pennington

www.es2.corn or

Becky Lovgren//

Employee
Testing

Employment
Technologies

407-865-6644 X 245 Angie DeAngelis
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Accounting

SC811 Network To...ent Oct 2017.pdf
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Notice Total by Year

2016

JANUARY 55,172
FEBRUARY 61,616

MARCH 74,699
69,898

2017

69,893
68,916
84,649
76,902

2018

73,322
69,318
79,803
80,207

2019

87,468
77,751

87,339
92,937

%Difference
2018 2019

19.29%
12.17%
9.44%
15.87%

%Differeace
2017 2018

4.91'/o
0.58'/o
-5.72%
4.30%

MAY 70,525
74,054
67,379

83,549
83,575
77,232

84,145
82,944
82,866

89,731

81,104
90,172

6.64'/o
-2.22%
8.82 /o

0.71%
-0.76%

7.29%
AUGUST 80,766

SEPTEMBER 75,240
OCTOBER 69,182

NOVEMBER 65,653
DECEMBER 57,372

TOTAL 821,556

82,516
67,626
77,034
68,390
57,467

897,749

88,960
69,488
87,610
70,504
60,800

929,967

86,861

81,772
90,250
65,693
64,091

995,169

-2. 36%
17.68%
3.01%
-6.82%
5.41'/o
7.01%

7.81%
2.75o/o

13.73%
3.09'/o
5.80o/o

3.59'/o
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